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Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12th Street, SW, Rm TW-B204
Washington, DC 20554

RE: CG Docket 03-123

As required by FCC, South Dakota is submitting their annual consumer complaint log summary for
the 12-month period ending May 31, 2011. South Dakota has maintained a log of all consumer
complaints that allege a violation of the federal minimum standards for Telecommunications Relay
Services. South Dakota is filing its Complaint and Summary log along with a report that indicates
the number of complaints received for South Dakota. Included are the following reports:

¢ A summary with the total number of complaints received between June 1, 20010 and May
31, 2011.

¢ Annual Complaint Log which includes complaints received between June 1, 2010 and May
31, 2011 with the date of complaint, the nature of the complaint, the date of its resolution,
and an explanation of the resolution.

This log contains a summary of the total number of complaints received for this twelve-month
period. South Dakota is confident that CSD's / Sprints records and systems will support any
additional requirements, should the FCC order them.

In its Public Notice, the FCC requests information concerning the total number of interstate relay
calls by type. Per South Dakota’s provider, CSD/Sprint, the provision of call volume data will be
voluntary; therefore providers are not required to provide the number of relay calls with their
reports. Accepting that this information is accurate, South Dakota considers this report to be in
compliance with the rules and is submitting this log without this interstate relay call information.

South Dakota’s provider, CSD/Sprint, agrees to provide information to the FCC concering the
number of call. However, Sprint will do so under seal since call volume information is proprietary
and confidential.
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June 21, 2011

If you have any questions pertaining to this consumer complaint log please contact Janet Ball at
(605) 773-4547.

Grady Kickul
Division Director/DRS
Department of Human Services

Attachments
1) Total Number of Complaints
2) Log Sheet
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Complalnt Tracking for SD {06/01/2010-05/31/2011). T otal Customer Contacts: 37

After giving my closing greeting, | decided | wantsd to place another call but the
Communlcation Assistant did not respond. | find this very rude and | hung upl The

G jon Asslstant for i and then thanked them for the

Communication Assistant didn't remember this catt, specifically. That Communication
Assistant was coached on staying focused during the call, untit the inbound has
disconnected, and always belng sure to ask cusiomers lo repeet their message, #

teedback. Communicalion Assistant doesn't understand due to garbing, even at the end of the call.
17y o
2 06/18/10 The Communication Assistant did not respond when asked to verify their Commeunication 06/21/10 ‘Communication Assistant said they were reading the customer's noles; hawever,
Assistant number. Thay "dragged thelr feet” and I just hung up because | shouldn't need to Communication Assistant was coached on to and
wait. The Communication Assistant apologlzed to customer and thanked them for their keeping them Informed at il dmes
feedback.
3 06/19/10 Communication Assistant dragged their feet; took “50 hours® to respond when asked to 06/21/10 The manager met with the Communication Assistant and they stated they were reading
verify Communication Assistant number, Ct ion Assistant ized to the lha wslomefs notes. The supervisor coached the Cornmunication Assistant on
customer; wifl follow up with Communication Assistant. to the and keeping thern informed as to what they are
. doing.
B
4 06/21/10 This Communication Assistant typed, "One moment please, ma'am, reading cuslomer 06/22/18 Communication Assistant was following relay procedwe, by reading the notes, to ensure
notes”. Cusiomer stated "this Communication Assls!ant Is Iazy | sald my requesls; she all customer requests were followed and kept customer Informed by letting customer know|
shouldn't have to read them*, tor ined that all relay what Communication Assistant was doing.
ooperators are instructed to read customer notes and keep the customer informed.
5 06/30/10 Communication Assistant did pot inform customer that outbound was on the line and the uT/aono v-vLe do not have an Communication Assistant with the ID number listed in the complaint.
d ly hung vp. The C Assistant did not inform the customer We tried to look up several varlatiors of the ID number thinking numbers had possibly
that the hed d The Cs Assistant did not pay attention been transposed but couldn't match It to a particatar Communication Assistant. We are
to the Relay C i Assistani for any v and ungbie to do follow up due to tack of information on the Communication Asslistant.
Informed the customer that the information would be forwarded to the appropriate person.
3 08/07/10 Customer was upset that notes on the screen were not followed, specifically the note that 08/09/10 Met with Cx i Assistant. Ct Assistant did read the notes and it
Instructs communications assistant to leave voice message, Iif answering machine Is was just a matter of instinct that they began typing the recording/answering machine.
reached the first time. Apologized to customer and informed that this would be forwarded Communications Assistant sald they apologized to the customer,
to proper call center. No follow up requested.
7 08122110 Customer comptained that the Communication Assistant didn't type "ANSWERING 08/24/10 informed customer that it is not our policy to first send "answering machine playing”,
MACHINE PLAYING" befors typing oul the recording. Garbling issues made I difficult to before typing aut a recorded message, but if customer would like to see thet done,
read what was belng said between the Communication Assistant and the customer. cus(cmer Is welcome to Instruct the Communication Assistant to do sc before placing her
Informed customer ot correct pokicy for typing out “answering machine playing” and got a call.
new Communication Assistant per customer request.
8 08/22110 Communication Assistant did not follow request, by not typing and informing the caller, 08/24110 ‘Communication Assistant was coached on the importance of following all customes
that the turbo code is off, the microphone was muted, the wpm were set at 45 and, when instructions.
verlfying the number to the caller, the Communication Assistant did not separate the
numbers. Thanked the customer for the feedback and found another Communication
Assistant to continue the call as requested by the customer.
E] 09/15/10 This Communication Assistant did not let me know there was e change of Communication 09/19A10 in following up with the Cq Assistant, the Ci Assistant said they
Assistants. Thenked the customer for the feedback. did inform the customer of the Communication Assistant change. Due to extenuating
dreumstances on this call, she was able to remember this in pasticstar. The
Communication Assistan wes coached on the Importance of aiways following customer
notes and Instructions on every call.
e —
10 09/15/10 Accuracy of captions 09/15/10 Customer reported an offensive and wrong word being captioned on a recent call.
Customer provided the date and tme of the call as well as the Communications Assistant
number, with specific words that were not captioned correctly. Cuslomer Service
Representative thanked customer for the and for the
Advised customer that this detall would be investigated by the Caplioning Center
Supervisor, Call detafl was sent to the Captioning Center Management to review with the
individual Communications Assistant.
1" 10/29/10 Unable to make captioned calls 10/29/10 Customer's daughter reported the need to "wait for an opera(o(' when a\tempﬁng ta make
@ captioned call. Customer Service Repl for this exp and
noted there was a technical difficulty, at the Call Cenier, that caused calis not to fng
through to waiting captionist. An equipmant vendor commected the matter. Customer
Service the Is now able Lo make thelr captioned cel}
successfully. without delay.
12 11102110 Accuracy of captions 11/02/10 Customer's daughter reported that there are frequent errors, in the captions, that appear
on her mother's CapTel screen. Customer Service Representative explained how captions
ara produced, by captionlsts, and recommended that CapTel user record date time and
Communications Assistant number, 50 Customer Service Rapresentativa can take speciiic|
notes and follow up with the Communications Assistant and the Communications
Assistants supervisor.
3 110310 Communication AssIStant did nat ~sign OTF” and, therafore, the INbound caller was nol sure — 110310 in folowing up, the Communication ASSIStant did nol remember the call, The sUperviSor
If the outbound calter was still connected. This call took place today, 11/3/2010, at coached the Communication Assistant, on the proper way to close a call, so that the
G 8:45AM CT. C N Assistant i for the i customer Is kept Informed, of the progress, of their calls.
and the cuslomer did not request a follow up.
14 12/|3710 Customer called and stated that Communication Assistant didn't respond to greeting or 12/18/10 In following up with the C. Assistant and supervisor on duty at the time of
requests for cuslomer sefvice or a supervisor. Communication Assistant did type, after a this call, they were able to confirm that there was a technical issue that didn't allow them
long pause, that there was a technical issue, apologized, and to please call back. to hear the Voice Camy-Over cuslomer speaking. The Voica Carry-Over custorner hung up
Customer didn't understand why it took so fong for the Communication Assistant to and dialed back, into relay, rsadnng the same supervisor who had Just observed the call
respond. Apologized and offered follow up with the customer. The customer would like a with technical issues. The sup again, for the it and the
follow up tetter. Communication Assistant was able to piace cails for this customer at thal ime. A follow
up letter has been maled to the customer on 12/27/2010.
15 1211810 Sald Communication Assistant hung up or without Very upset 12118110 Communication Assistant stated that they honored customer's request for a supervisor,
&bout being or hung up on, ized for i and told customer but the supervisor was accuplad at the moment. The asslstant supervisor instructed the

woutd pass ajong to Ci . Thenked customer for
feedback ahd offered foRow up. The customer does not want a follow up.

Communication Assistant to transfer to customer service, which the Communication
Assistant did. Communication Assistant was following assistant supervisor’s instruction,
however, the Communication Assistant was provided feedback what to do In this
circumstance if it was to occutred again.




16 12/21/10 Technical - General 12721110 Customer stated, yesterday, she was not able to make or receive captioned calls.
Customer Service for this and noted there was a
technical difficulty, at the Call Center, causing calls to be placed In queue and experience
unusually long walt times during a five hour Interval. An extemal equipment vendor
- comected the matter. Customer Service Representative confimed the customer is now
able to make their captioned call successtuily, without delay.
17 01/20/11 Customer is upset and felt that the Communication Assistant did not follow instructions, 0t/25111 In folowing up with the Communication Assistant, they verified the number, but it wasn't in
such as, vartfying all numbers before out dial. Thanked the customer for the feedback and the specific order that the caller gave, &t the beginning of the call. Ha had a difficult time
apotogized for the Inconvenience. the caller's as the caller gave them too quickly. Supervisor
instructed Commurnication Assistant to always confirm any caller’s Instructions K he is
unsure of what was said,

8 [FEED Service - General 020311 ‘Customer feported that he cannot receive calls with captions, but they go through without
captions. Customer Service Representative advised customer thet on 2/2/2011, CapTefs
staffing was aflected by blizzard conditions. Customer Servics Representative apologized

for ihe inconvenience this caused and advised staying on the line for the next avallable
captionist. Center locatlons In Madison and Mitwaukee were under both a “state of
emergency” and a “civil danger” warning, declared by Wisconsin Govemor Scott Walker.
Even though bus and taxj services were shut down In both cities, and many roads were
impassable, the Milwaukee and Medison centers both remained open and fielded calls non|
stop. Service levels were nol met for the day due 1o delayed answer ime. The state of
emergency ended on 2/2/2011, Staffing capacity was restored. Customer Servica
Representative confirmed with customer they are able to make and receive calls in a
timely manner.
19 o2 Customer called in and asked Communication Assistant to repeat his Communication 021711 In following up with the C Assistant, sup coached on
Assistant number. The Communication Assistant repeated the relay announcement, The C Assistant s now aware of appropriate
stating the relay name, his Communication Assistant number end asked for what number procedure and will hendle all catis In a more professional manner. A follow up was not
to call, Customer says they did not have a chanca to speak the number to the requested by the customer.
Communication Assistant and the Communlcation Assistant sent the same Information
agaln and then typed “Due to no response, | witl now be hanging up have a nica day”,
Apologlzed for the inconvenience and thanked the customer for the feedback.
20 02115111 Communication Assistant did not type "microphone muted” as caller had instructed. 021711 Supervisor on the floor verified that Communication Assistant typed “mic muted” by
Supervisor did observe that "micraphone muted” was on the screen, after the “calling to observing It on the Communication Assistant's screen. Supervisor did not see any X's, A
number” was verified. Communication Assistant did not let the caller Intesrupt with X's follow up letter was sent to the customer on 2/24/2011.
when the Communication Assistent was typing. Customer asked supervisor if her X's were
on the screen. The supervsor was not abla to see any X's sent by the inbound transmitted
on the screen. Apologized for the inconvenience. A follow up was requested by the
— customer. —
21 02724111 ‘Communication Assistant sent ringing and then typed "Go Ahead", The customer didn't 02124111 In following up with the Communication Assistant, the customers instructions were to only
know had Then the Ci ication Assistant sent a message stating send the “Go Ahead™ when a person the phane. The speed on this
thet the person hung up; customer wasn't able to speak (o outbound. Apologized for the call was slower, so onca the line was answered and the "Go Ahead” was sent it appeased
inconvenience and the customer would like a follow up letter sent. to have only said "RINGING Go Ahead™. While the Communication Assistant was
following customer Instructions, a better typing style would have prevented any confision.
The C Assistant was to use ellipsis and extra spacing between
the macro transmission and the "Go Ahead”, as to avold any confusion In the future and to
help facliitate the call more smoothly. A follow up letter wes sent to the customer on
2/24/2011,
2 02/2411 Customer stated "This Communication Assistant was awful and unprofessional”. While the| 0ZiZa Supervisor for this Communication Assistant received complaint today for follow-up.
TTY customer was typing, the Communication Assistant told the voice person “These P met with the C Assistant. Sup: stressed that the voice tone
things take forever”. The TTY customer typed ") DONT KNOW" and the Communication needs to be conelstent with the content of call. Commants in general, and especlally rude
Assistant mocked the TTY user when volcing . Really ewful Inflection and was, overall, a comments, cannot be made. Supervisor told Communications Assistant that another
terrible call. rudeness compiaint can lead to further corrective action, up to, and including termination.
23 02/28/11 Volce Carry-Over user called into retay and asked the Communication Assistant to repeat WB/H Supervisor followed up with the Ci Assistant. The C« lion Assistant
their ID number. There was a long pause, no response and then the Voica Carry-Over was instructed on how to provide Communication Assistant ID anytime you are asked by a|
user hung up. Apotoglzed for the Inconvenience and thanked for the feedbeck, The customer, The Ci Assistant how to handle this request in the
customer did not request a follow up. future.

24 02/28M11 Customer was upset that the operator did not send “answering machine hung up® and “go 02128/11 The Communication Assistant was coached on proper call procedure. The Communication

ahead"” fast enough, after her message was left, Apofoglzed for the inconvenience and Assistanl is now aware of how to better handle this type of call.
thanked for the feedback. The customer did nol request a follow up.
25 03/06/11 Customer was upset and felt the Communication Assistant didn't follow instructions. 03/09/11 In following up with the Communication Assistant; the Communication Assistant recalls
When asking for a supervisor, the Communication Assistant hung up on the customer, calling for @ supervisor, et tha stert of the phone call for assistance, but not by the request
When customer dialed back In, the same Communication Assistant hung up on tha of the customer. The Communication Asslstani does not recall the customar requesting a
customer, in speaking with the supervisor, customer reallzes that the Communication supervisor or calling In a second ime. The Ci Assistant does that
Assistant did follow Instructions, but should not have hung up on her twice. Thanked the tha customer hung up before placing e phone call. Supervisor reviewed proper procedures
caller for the Informatlon end informed them to discuss proper procedures with the and reviewed disconnection in any case as an immedlate termination offense.
‘Communication Asslstant. The customer did not request a follow up.

% 0470511 Cuistomer stated that the Communication Assistant cid not follow the customers 04105111 The Communication Assistant staled that the caller, Kmmectately, asked for the

Instructlon, according to the customer nate. Apologized for tha Inconvenience and offerad suparvisor. Customer did not provide a number to call. Communication Assistant followed

a suggestion to make a slight modification to the Instruction. The customer declined proper protocol and the Instruction in the customer note was somewhat cluttered and
Instructions and the customer did not request a follaw up. confusing to the Communicstion Assistant.
27 04712111 ‘Customer upset that the Communication Assistant typed “VOICE or T", after switching 0411211 In following up on this complaint, the Communication Assistant stated "in the complaint”
[ The C Asslstant did not respond to the Inbound was not working at the tme of this call. Unfortunately, the supervisor is unabie to follow up
questions or requests for a supesvisor, which were both spoken and typed, and then the with the Communication Asslistant, ihat did hang up on this customer.
C i Assistant the caller. ized for tha i i and
thanked the customer for the feedback. The customer did not request a follow up.

28 04/16/11 Operator did not verify my number iike my notes say. Comemunication Assistant didn't type| 04/16/11 Coached the Communication Assistant on the importance of following customer notes.
out the number and erea code. I'm slck and tired of these operatars ways. | don't want to Communication Assistant stated thet they understood the importance of following
use the relay service anymorel Communlication Assistant in Charge checked screen end customer notes.
confimed that Communication Assistant did not folow customer notes. Communication

Assistent and Communication Assistant In Charge apologlzed several imes. The
customer did not request a follow up.
29 04718111 C ing about this Cx Assistant and his supervisor for gasbling. Wants 0418111 While the Communication Assistant does not recall circumstances of this nature, the

them fired. Complains of consistent garbling system-wids. Customer states the print-outs
prove it Is clear on his and. Customer does not understand why his call went to an Ohlo
center and thinks he (s being tricked. Requests all Communication Assistents to identify
what center they are located at the beginning of all calls. Requests follaw-up and
Immediate action’ be taken against Communication Assistant and his supervisor. Never
wants elther to handle his calls egain. Al male operators are {used inappropriate word)
a**h***s, Customer would Hke follow-up contact via phone.

Communication Assistant was reminded to report any technical difficutty that the customer|
may have discussed. The assistant supervisor, at the time, does not recall this
drcumstanca as well. Gerbling atiributed to technical Issue bacause the customer
Indicates it was system-wide. Attempted to follow up via phone, on the following day
4720/2011 at 8:25pm and there not an answar, Tried again at 6/20/2011 at 8:50pm and
there was no answer 6/21/2011 at 7:10pm. Reached a TTY recording to use texi or
dialiredial, but no answering machine and no answer on 6/21/2011 at 81:7pm. Unable to
obtain further information In order to put trouble ticket Into the system, for troubleshooting.




and the person she was calling to. Cuslomer stated that the Communication Assistant
should hava asked for the comect spelling. Thought that this Communication Assistant
for the and assured the customer that a
folow up with the Communication Assistant will be conduciad. The customer requested a
follow up via mail.

30 041811 At 7:09pm CST, customer asked operator to repeat their Communication Assistant 04/18/11 In following up with the Communication Assistant, the severity of disconnecting callers
number, The Communication Assistant did not respond, customer asked for a supervisor, was discussed and the Communication Assistant was coached on proper procedure in
wanted ancther operator, operator hung «p on inbound. Customer tried typing her terms of following customers Instructions and upon request, siways giving the customer
requests to the operator but the aperator hung up. Apologlzed for the inconvenience. your Communication Assistant number.
Thanked the customer for the feedback and offered a follow up. The customer did not
request a follow up..
—— — e
31 0427111 Customer asked Communication Assistant to type Turbo code off, 45 wpm, and phane 04727111 Coached the Communication Assistant on the importance of foliowing customers’
number with area code last. Communication Assistant did not do that and the customer Instructions and to promptly respond to the customer. Communication Assistant
stated they will not use this service again, The customer did not request & follow up. of following
32 043011 ‘Communication Assistant disled out without verffying the number and also didn't verify 0ar30/11 met with the Ci "Assistant and reviewed proper Procedure in
other raquests. Apologized for the Inconvenience, and hed another Communication following all customer instructlons, as well as databasa notes. The Communication
Assistant take the call. The customer did not request & follow up. Assistant the of ol requests and will
act In a professional manner In the future.
33 05/09/11 The Ce i did an C Assistant change and the inbound 05/09/11 Ang up with the sup who took the The supervisor triad, several
Volce Camy-Over user asked the new operator If the outbound party had hung up. The times, to get on why the C Assistant woukd have hung up. The
customer seys that the operator did not respond and hung wp. Customner stated they will Communication Assistant sald the caller asked to be transtared to Relay Customer
take this to someone higher up than relay supervisors and friends say they hate relay Service so they sent "One Moment Please”™ and transfarred the calter to Customer services.
service, Apologized to the customer for the i and said the Ci in foliowing up with the Communication Assistant, she recalls the customer requesting
Asslstant would be made aware. No follow up requested. customer service after the out-bound caller had hung up. The Communication Assistant
sent "ONE MOMENT PLEASE" and transferred to customer service. The supervisor on
duty Is able to verify thls information.
= o821 A VOICB GUSIoMmer Says She 15 Unable 10 got through LG a VOICe Caiy-Over number. 0571211 Techaician 100ked Into this and Gid nok Aind any problerms. Caled the Customer @ 1ew.
Several operators hava tried and could not get through. This did not happen before today. times and there was no answer nor an answering machine.
Apologized for any inconvenience during the call. The customer requested a follow up.
35 o517/t At 12:14pm CST, customer placed a call and asked the Communication Assistant for 051711 Supervisor met with the Communication Assistant and appropriate action was taken.
verification of her Communication Assistant number. The Communicetion Assistant did
nat respond and then disconnected the call when caller asked to speak to 8 supervisor.
for the the C Assistant will be followed up with
immediately. Tha customer did not request a follow up.

36 0517711 Customer read conversation, with the operator, to supervi: o the 05/17/11 After receiving notification of this concem, the supervisor discussed the incident with the
It was clear, as described to the supervisor, thet the Communication Assisiant was operator and provided the appropriate coaching to the Communication Assistant. The
arguing with the customer. Tha operator also stated, to the customer, that she was. supervisor is confident that the operator will communicate in a professional manner In the

reading customer notes white the customer was talking. The first note listed seys "don't future.
read cusiomer notes first, listen to ik first™. The asked the
opualor to type her requests In a specific way and the operator did not follow those
for the i and thanked the customer for the feedback.
No follow up was requesied by the customer, and they switched to anather
Communication Asslstant io continue with the calls.
37 a524/11 The customer states that this Communication Assistant misspeifed the customer's name 05124111 Unabie to conduct a follow up meeting with the Communication Assistant. At this time

Communication Assistant ID given has not been assigned. A letter was mailed, to the
customer, axplaining as such on Tuesday, 5/24/2011,




South Dakota Relay Service — June 1, 2010 through May 31%, 2011

1. Total Number of TRS/CapTel complaints: 37
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Complalnt Tracking for SD (06/01/2010-05/31/2011). Total Customer Contacts: 37

AnergMng my doslng greeting, 1 dsaded [ wanled to place another call but the

idn't remember thl§ call, specifically. That Communication

1 06114/10 06/21/10 Commusication Assistant
‘Communication Assistant did not respond. | find thls very rude and [ bung up! The Assistant was coached on staying focused during the caB, until the Inbound has
C ion Assistant for e and then thanked them for the disconnected, and always being sure to ask customers to repeal thelr message, if
feedback. Communication Assistant doesn't understand due to garbling, even at the end of the call.
2 06/18/10 The Cammunication Assistant did not respond when asked to verify their Communication 0721/10 ‘Communication Assistant said they were reading the cuslomefs notes; however,
Assistant number. They "dragged their feet” and | just hung up because | shoukdn need to Communication Assistant was coached on o and
wail. The Communication Assistant apologized to customer and thanked them for thelr keeping them Informed at all imes.,
feedback.
3 06/19/10 Communication Assistant dragged their feet; took “50 hours* to respond when asked to oﬁmo The manager met with the Communication Assistant and they stated they were reading
verify Communication Assistant number. Communication Assistant apologized ta the the customer's notes. The supervisor coached the Communication Assistant on
customer,; will follow up with Communlication Assistant. responding immediately, to the customer, and keeping them informed as to what they are
doing.

4 06/21/10 This Communication Assistant typed, “One moment please, ma'am, reading customer 06/22110 Communication Assistant was following relay proceduse, by reading the notes, to ensure
notes”. Customer stated "thls Communication Assistant is Inzy | said my requests; she all customer requests were followed and kept customer informed by fetting cusiomer know
shouldn't have to read them". ized for thal afl relay whal Communication Assistant was dolng.

‘operators are instrucied to read customer notes and koep the customer informed.
5 06/30/10 Communication Assistant did not inform wsh':mu that outhound was on the line and the 06/30/10 Wa do not have an Communication Assistant with the i0 number listed in the complaint.
hung up. The C« Asslistant did not Inform the customer Wae trted to look up several variations of the ID number thinking numbers had possibly
that the d had di The C Assistant did not pay atlumon been tranaposed but couldnt match It to a particular Communication Assistant. We are
to the Relay Ci ication Assistant for any unahie to do follow up due to lack of information on the Communication Asststant.
Informed the customer that th would be 1o the pumnA
6 08/07/10 Customer was upset that notes on the screen were not followed, specifically the note that 08/09/10 Met with C: Assistant. C Assistant did read the notes and it
instructs communications assistant to keave volce message, if answering machine Is was Just a matter of instinct that they began typing the recording/answering machine.
reached the first time. Apologized to customer and informad that this would be forwarded Communications Assistant said they apologized to the customer.
o proper call center. No follow up requested.
7 08/22/10 Customer complained that the Communication Assistant didn' type "ANSWERING 08/24/10 Informed customer that I Is not our policy 1o first send "answesing machine playing”,
MACHINE PLAYING" before lyping out the recording. Garbling issues made it difficult to before typing out a recorded message, but if customer would like to see that done,
read what was being said between the Communication Assistant and the customer. customer Is welcome 1o instruct the Communication Assistan! to do 50 before placing her
Informed customer of corract policy for typing out "answering machine playing” and got a call.
new Communication Assistant per customer request.
8 0-8122110 Communication Assistant did not foliow request, by not typing and informing the catter, Wz«mo Communication Assistant was coached on the importance of following all customer
that the turbo code Is off, the microphane was muted, the wpm were set at 45 and, when instructions.
verifying the number to the caller, the Communication Assistant did not separate the
numbers. Thanked the customer lor the feedback and found another Cammunication
Assistant to conlinue the call as requested by the customer.
9 09/15/10 This Communication Assistant did not let me know there was a change of Communication 0911910 In following up with the C Assistant, the C Assistant said they
Assistants. Thanked the customer for the feedback. did Inform the customer of the Communication Assistant change. Due to extenuating
droumstances on this call, she was able to remember this In particutar. The
Communication Asslstant was coached on tha importance of always following customer
notes and instructions on every call.
——— cem—
10 09/15/10 Accuracy of captions 09/1510 Customer reported en offensive and wrong word being captioned on a recent call.
Customer provided the date and time of the catl as wefl as the Communlcations Assistant
number, with spectfic words that were not captioned correctly. Customer Service
Representative thanked customer for the ion and for the
Advised custamer thal this detall would be investigated by the Captioning Center
Supervisor. Call detail was sent to the Captioning Center Management to review with the
individual Communications Assistant.
11 \0/5/ 10 ‘Unabde to make captioned calls 10/2-91!0 Customer's daughter reported the need to "wait fof an operator™ when attempbng to make
& captioned call. Customer Service Repr for this and
noted there was a technical difficutty, at\heCdICemu.lhateam calls not to ring
through to walting An vendor ed the matter. Customer
Service Representative confirmed the customer is now able to make thelr captioned call
successfully. without delay.
12 1102110 Accuracy of captions 11/02/10 Customer's daughter reported that there are frequent errors, in the captions, that appear
on her mothes's CapTel screen, Customer Service Representative explained how captions
are by and that CapTel user record date time and
Communications Assistant number, so Custormer Service Representative can take specific|
notes and follow up with the Communications Assistant and tha Communications.
Asslstant's supervisor.
13 11/03/10 Cammunication Assistant did not “sign off* and, thevefore, the inbound caller was not sure 11/&/10 In following up, the Communication Assistant did not remember the call. The supervisor
if the outbound caller was still connected. This call took place (oday 1113l2010 at coached the Communication Assistant, on the proper way to close a call, 5o that the
8:45AM CT. C Asslstant customer is kept informed, of the progress, of their calls.
and the customer did not request a follow up4
14 1211310 Customer called and stated that Communication Assistant didn't respond to greeting or 12/18/10 In following up with the Communication Assistant and supervisor on duty at the time of
requests for customer service or a supervisor. Commaunication Assislant did type, after a this call, they were able to confimm that there was a technical issue that didn't allow them
long pause, that thare was s technical Issue, apologized, and to please call back. to hear the Voice Camry-Over customer speaking. The Voice Carry-Over customer hung up|
Customer didn't understand why it took s6 long for the Communication Assistant to and dialed back, Into relay, raachlng the sarne supervisor who had Just observed the call
respond. Apologized and offered foliow up with the customer. The customer would like a with tachnical issues. The sup again, for the and the
follow up letler. Communication Assisiant was abie to place calls for this customer at that lime. A follow
up letter has been mailed to the customer on 12/27/2010.
15 12/18/10 121810 Communication Assistant stated that they honored customer’s request for a supervisor,

Sald Communication Assistant hung up or transferred without knowledge. Very upset
about treing or hung up on for and told customer
wauld pass along to C: . Thanked customer for
fesdback and offered follow up. The customer uoes not want a follow up.

but the supervisor was occupied at the moment. The assistant supervisor instructed the
Communication Assistant lo transfer to customer service, which the Communication
Assistant did. Communication Assistant was following assistant supervisor's instruction,
howsver, the Communication Assistant was provided feadback what to do in this
circumstance i it was to ocourred again.




them fired. Complains of conslstant gartiing systern-wide. Customer states the print-outs
prove It s clear on his end. Customer does not understand why his call went to an Ohlo
center and thinks he Is being tricked. Requests all Communtcation Assistants ta Identify
what center thay are located at the beginning of ati calls. Requests follow-up and
‘immediate action’ be laken agalnst Communication Assistart and s supenvisor, Never
wanls elther to handle his calls again. All male operators are {used inappropriate word)
a**h=*s. Customer would like foliow-up contact via phona.

16 12/21/10 Technical - General 1221110 Customer stated, yesterday, she was not able to make or receive captioned calis.
Customer Service for this and noted there was &
technical difficulty, al the Call Center, causing calls to be placed in queue and experience
unusually long walt times during a fiva hour Interval. An extemal equipment vendor
corractad the matter. Customer Secvice Representative confirmed the customer is now
abile to make their captioned call successfully, without delay.
17 01/2011 Customer Is upset and felt that the Communication Assistant did not follow instructions, 01/25/11 in following up with the Communication Assistant, they verified the number, but it wasn't in|
such as, verifying all numbers before out dial, Thanked the customer for the feedback and the specific order that the caller gave, at the beginning of the call, He had a difficuit time
apologized for the inconvenience. the caller's as the caller gave them oo quickly. Supervisor
Instructed Communication Assistant to always confirm any caller's Instructions #f he Is
unsiwe of what was said.
kL) D2/03111 Service - General 02/03/11 Customer reported that he cannot receive calls with captions, but they go through without
captions. Customer Servica Representative advised customer that on 2/2/2011, CapTefs
staffing was affected by bizzard conditions, Customer Servica Representative apologized
for the Inconvenience this caused and advised staying on the line for the next available
captlonist. Center locations in Madison and Milwaukee were under both a “state of
emergency” and a "civil danger” wamning, declered by Wisconsin Govemor Scott Walker,
Emmowhmmmmmmmmlnbommles and many roads were
the and Madison centars both remained open and fielded calls non|
stop. Service levels were not met for the day due to delayed anewer time. The state of
emergency anded on 2/2/2011. Staffing capacity was restored. Customer Service
Representative canfirmed with customer they are able to make and recelve calls in a
timaly manner.
— m—
19 a2 Cuslomer called In and asked Communication Asststant to repeat his Communication 021711 In following up with the C: Assistant, sup: coached on
Assistant number, The Communication Assistant repeated the relay announcement, The C ication Assistant is now aware of appropriate
stating the relay name, his Communication Assistant number and asked for what number procedure and will handie all calls in a more professional manner. A follow up was not
to call. Customer says they did not have a chanca lo speak the number to the requesied by the customer.
Communication Asslstant and the Communication Assistant sent the same information
agaln and then typed “Due to no responss, | will now be hanging up heve a nice day”.
Apologized for the inconvenlence and thanked the customer for the feedback.
K [FE ‘Communicallon Assistant ok not type “ticrophone muted- as caller had mstucied. | 0217711 Supervisor on the floor verified that Communication AssiSant [ypsd 'mic muied” by
Supervisor did observe that “microphone muted™ was on the screen, after the "calling io observing It on the Communication Assistant’s screen. Supervisor did not see any X's, A
number” was verified. Communication Asslstant did not let the caller Intemupt with X's follow up letter was sant to the customer on 2/24/2011.
when the Communlication Assistant was typing. Customer asked supervisor If her X's were
on the screen. The supervisor was not able Lo see any X8 sent by the Inbound transmitted
on the screen. for the A follow up was by the
customer.
21 02/24/11 Communication Assistant sent ringing and then typed “Go Ahead”, The customer didn't 02/24/11 in following up with the Communication Assistant, the customers instructions were to only
know had Then the C: Assistant sent a message stating send the “Go Ahead” when a person the phone. The speed on this
thet the person hung up; customer wasn't able to speak to outbound. Apologized for the call was slower, 80 once the line was answered and the “Go Ahead® was sent it appeared
inconvenjence and the customer would like a follow up letter sent. to have only sald "RINGING Go Ahead". While the Communication Assistant was
following customer instructions, a better typing style would have prevented any confusion.
The C ion Assistant was i to use ellipsis and extra spacing batween
the macro transmission and the “Go Ahead®, as to avoid any confuslon In the future and to|
help facilitate the call more smoocthly. A follow up letter was sent to the customer on
2242011,
22 022411 Customer stated *This Communication Assistant was awfid and unprofessional”. While the| 02/24/11 Supervisor for this Communication Assistant received complaint today for follow-up.
TTY customer was typing, the Communicalion Assistent told the voloe person "These Supervisor met with the Communication Assistant. Supervisor stressed that the voice tone|
things take forever”. The TTY customer typed 1 DONT KNOW" and the Communication needs to be consistent with the contant of call. C. In general, and rude
Asslstant mocked the TTY user when volcing it. Reatly awful Inflection and was, oversll, 8 comments, cannot be made. Supervisor toid Communications Asslstant thet ancther
terrible cell. rudeness complaint can lead to further comrective action, up 1o, and including termination.
23 02/28/11 Voice Carry-Over user cafled into relay and asked the Communication Assistant to repeat 0226711 Supervisor followed up with the C: Assistant. The C Assistant
theair ID number. There was a long pause, no response and then the Voica Cary-Over was instructed on how to provida Communication Assistant ID anytime you are asked by a|
user hung up. Apologized for the inconvenience and thanked for the feedback. The The & Asslsiant how to handle this request In the
customer did not request a follow up. future.

24 02!5/" Customer was upsat that the operator did not send machine hung up* and "go 02128111 The Communication Assistant was coached on proper call procedure. The Communication|

ahead" fast enough, after her message was lefi. Apologized for the inconvenlence and Assistant ks now sware of how to better handle this type of call.
thanked for the feadback. The customer did not request a follow up.
25 03/06/11 Customer was upset and felt the Communication Assistant didn't follow instructions. 03/09/11 In following up with the Ce ; the C Assistant recalls
When asking for a supervisor, the Communication Assistant hung up on the customer, caliing for 8 supervisor, at the start of the phone call for assistance, but not by the request
When customer dialed back in, the same Communication Assistant hung up on tha of the customer. The Communication Asslstant does not recall the customer requesting a
customer. in speaking with the supervisor, customer realizes that the Communication supervisor or calling in a second time. The C: Assistent does. that
Assistant did follow instructions, but should not have hung up on her twice. Thenked the the customer hung up before placing a phone call. Supervisor reviewed proper procedures
caller for the information and Informed them (o discuss proper procedures with the and reviewed disconnection in any case as an Immediata termination offense.
Communlcetion Assistant. The customer did not request a fallow up.

26 04/05/11 Customer stated that the Communication Assistant did not follow the customer's Mlﬁﬂ The Communication Assistant stated that the caller, immediately, asked for the

Instruction, according to the customer note. Apologized for the incorvenience and offered suparvisor. Customer did not provida a number 1o call. Communication Assistant followed
a suggestion to make a slight modification 10 the Instruction. The customer declined proper protocot and the instruction in the customer note was somewhat clutterad and
Instructions and the customer did not request a follow up. confusing to the Communication Assistant.
27 o4/12111 Cus(nmer upset wm the Commumcaum Assistant typed "VOICE or T, after switching 0412111 In following up on this complaint, the Communication Assistant stated “in the complaint*
The C Assistant did not respond 1o the inbound was not working at the ime of this call. Unfortunately, the supervisor is unable to follow up
quesuons or requests for a supervisor, which were both spoken and typed, and then the with the Communication Assistant, that did hang up on this customer.
ion Assistant di the caller. ized for the i and
thanked the customer for the feadback. The customer did not request a folow up.

28 04/16/11 Operator did not verify my number like my notes say. Communication Assistant didn't type| 04/18/11 Coached the Communication Assistant on the importance of following customer notes.
out the number and ares cade. I'm sick and tired of these operators ways. | don't want o Communication Assistant stated that they understood the importance of following
use the relay service anymorel Communication Assistant In Charge checked screen and customer notes.
confimed that Communication Assistant did not follow customer notes. Communication

Assistant and Communication Assistant In Charge apologized severs! times, The
customer did not request a follow up.
29 C471B/11 G about this Ci Assistant and his supervisor for garbling. Waels 04/18/11 Wil the Communication Assistant daes not recall Grcumstances of this nature, the

‘Communication Assistant was reminded ta report any technicel difficulty that the customer|
may have discussed. The assistant supervisor, at the ime, does not recall this
circunstance as wall, Garbling attributed to technical Issue because the customer
Indicates It was system-wide. Attempled to follow up via phone, on the following day
4/20/2011 at 8:25pm and there not an anawer. Tried again at 6/20/2011 at 8:50pm and
there was no answer 6/21/2011 at 7:10pm. Reached a TTY recording to use taxt or
dlal/redld but no answering machine and no answer on 6/21/2011 at 81:7pm. Unable to
obtain further Information in order to put trouble ticket into the system, for troubleshooting.




¢

and the person she was calling to. Customer stated thet the Communication Assistant
should have asked for the comect spelling. Thought that this Communication Assistant
was, for the and assured the customer that
follow up with the Communication Assistant will ba conducted. The customer requested a
follow up via mail.

30 04/18/11 At 7:09pm CST, customer asked operator to repeat their Communication Assistant 04/18/11 In following up with the Communication Assistant, the severity of discannecting callers
number. The Communication Assistant did not respond, customer asked for a supervisor, was discussed and the Communication Assletant was coached on proper procedure
wanted another operator, operator hung up on inbound. Customer tried typing her terms of following customers Instructions and wpon request, aiways giving the customer
requests to the operator but the operator hung up. Apologlzed for the kiconvenience. your Communication Assistant number.
Thanked the customer for the feedback and offered a foltow up. The customer did not
request a follow up..
3 DaZIN 1 ‘Customer asked Communicalion Assistant (o type Turbo code off, 45 wpm, and phone 04T Coached the Communication ASSIStant on the Importance of following customers
number with area code last. Commurication Asalstant did not do that and the customer Instructions and (o promptly respond 1o the customer. Communication Assistant
stated they will not use ihls servica agaln. The customer did not request a follow up. of following
e —— .
32 04/30/11 ‘Communication Assistant dialed out without verifying the number and also didn't verify 04730711 Py met with the Cx Assistant and reviewed proper procedure in
other requests. Apologized for the Inconventence, and had another Communication foliowing all customer instructions, as well as databasa notes. The Communication
Assistant take the call. The customer did not request a foflow up. Assistant the of ak requests and wil
act In a professional manner in the future.
33 05/09/11 The Cx icati did an C Assistant change and the inbound 05/09/11 Following up with the supervisor who took the complaint. The supervisor ried, several
Voica Carry-Over user asked the new operator if the outhound party had hung up. The times, to get oh why the C4 ication Assistant would have hung up. The
customer says that the operator did not respond and hung up. Customer stated they will Communication Assistant said the caller asked to be transferred to Retay Customer
take this to somecne higher up than relay supervisors and friands say they hate rday Service s0 they sent "One Moment Please” end transfemred the cailer to Customer service.
service. Apologlzed to the customer for the i and said the Ci icati In folowing up with the C Assistant, shy lis the customer L
Assistant would be made aware. No follow up requested. customer service after the out-bound caller had hung up. The Communication Assistant
sant "ONE MOMENT PLEASE" and transferred to customer service. The supervisor on
duty is able to verify this information.
34 0512111 A voice customer says she is unable to get through to a Voice Carry-Over number. 05112171 Technician looked into this and did not find any problems. Called the customer a few
Severat operators have tried and could not get through. This did not happen before today. Umes and there was no answer nor an answering machine.
Apologized for any Inconvenience during the call. The customer requested a follow up.
S [ AL1Z:14pm CST, customer piaced  call and asked the Communicalion Assistant for TOENTIT Porvisor met with the G Assistant and appropriate acion was (aken.
verification of her Communication Assistant mumber. The Communication Assistant did
not respond and then disconnected the call when caller asked to speak to a supervisor,
for the the C: Assistant will be followed up with
immediately. The customer did nat request a follow up.

\_36 0571 ‘Customer read conversalion, with the operator, (o SUpervisar responding (o the complaint, 0571 "After receiving notification of this concam, the suporvisor discussed the incident with the
It was clear, as ibed to the super , that the C Assistant wes operator and provided the appropriate coaching to the Communication Assistant. The
arguing with the customer. The operstor alsc stated, to the customer, that sha was supervisor is confident that the operator will communicate in a professional manner in the

reading custormer notes whike the customer was talking. The first note listed says “don‘t future.
read customer notes first, Histen to customers instructions first™. The customer askad the
operator to type her requests in a specific way and the operator did not follow those
ized for the i L and thanked the customar far the feedback.
No follow up was requested by the customer, and they switched to anather
Communication Assistant to continue with the calls.
a7 WZNH The customer stales that this Communication Assistant misspelled the customer's name 0524111 Unable to conduct a follow up meeting with the Communication Assistant. At this ime

Communication Assistant ID given hes not been assigned. A letter was mailed, to the
customer, explaining as such on Tuesday, 5/24/2011.
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i i
After giving my closing greeting, | dsudsd | wanted to piace another call but lhe
Communlcatlon Assistant did not respond. | find this very rude and | hung up! The

Communication Assistant didn't remember this call, specifically. That Communication
Assistant was coached on staying focused during the call, until the inbound has

Assistant tor and then thanked them for tha disconnecied, and always being sure to ask customers to repeat their message, if
feedback. Communication Assistant doesn't undersiand due 1o garbling, even at the and of the call.

2 06/18110 ‘The Communication Assistant did not respond when asked to verify their Communication 06/2110 Communication Assistant sald they were reading the oustomsv‘s notes, however,

Assistant number. They “dragged thelr feet” and | Just hung up because | shouldn't need to Communication Assistant was coached on and
walt. The C lion Assistant to customer and thanked them for their keeping them informad at all imes.
feedback.
3 06/19/10 ‘Communication Assistant dragged their feet; took “50 hours” (0 respond when asked to 06/21/10 The manager met with the Communication Assistant and they stated they were reading
verify Communication Assistant number, C Asslstant i to the the customer's notes. The supervisor coached the Communication Assistant on
customer; will follow up with Communication Assistant. responding immediately, to the customer, and keeping them informed as to what they ara
doing.

4 0672 1710 This Communication Assistant typed, "One moment please, ma'am, reading customer 06/22/10 Communication Assistant was following relay procedure, by reading the notes, to ensure
notes”, Customer stated “this Communication Assistant is lazy, | ssid my requests; she all customer requests wers followed and kept customer trformed by letting customer know|
shouldn't have to read them”. ized for i and that all relay what Communication Assistant was doing.

operators are instructed to read customer notes and keep the customer irformed.

5 06/30/10 Communication Assistant did not Inform Gustomer that oubound was on the ke and the 6730110 We do 1ot have an Communication Assistant with the (D number isted in the complaint.
outbound ly hung up. The C Assistant did not inform the customer We tried to look up several variations of the ID number thinking numbers had possibly
that the had The C Assistant did not pay attention been transposed but couldnt match It to a partleular Communication Assistant. We are

ta the customer. Relay C: ton Assistant for any end unable to do foliow up due to lack of information on the Communication Assistant.
Informed the customer that the would be to the appropriate persan.
[ B0 7110 Customer was upset that notes on the screen ware nat foltlowed, specifically the nate that 08/09/10 Met with C: Assistant. C Assistant did read the notes and it
Instructs communications assistent (o teave voica message, ¥f answering machine s was just a matter of instinct thet they began typing the recording/answering machine,
reached ihe first time. Apologlzed to customer and informed that this would be forwarded Communications Assistant said they apokogized to the customer.
to proper call center. No follow up requested.
7 08/22110 Cusiomer complained that the Communication Assistant didn't type “ANSWERING 08724110 Informed customer that it is not our policy to first send “answering machine playing®,
MACHINE PLAYING" before typing cut the secording. Garbling issues made it difficutt to before typing out a recorded message, but if customer would like to see that done,
read what was being said between the Communication Assistant and the customer. customner Is welcoms to instruct the Communication Assistant to do so before placing her
Informed customer of comrect policy for typing out "answering machine playing” and got a call.
new Communicalion Assistant per customer request.
8 08/22110 Communication Assistant did not follow request, by not typing and informing the caller, 08/24110 Communication Assistant was coached on the importance of following &l customer
that the turbo code is off, the microphone was muted, the wpm were sal at 45 and, when instructions.
verlfying the number {0 the calter, the Communication Assislant did not separate the
numbers. Thanked the customer for the feedback and found another Communication
Assistant to conlinue the call as requested by the customer.
9 08/15/10 This Communication Assistant did not let me know there was a change of Communication 09/19/10 In following up with the C Assistant, the C Assistant said they
Assistants, Thanked the customer for the feedback. did Inform the customer of the Communication Assistant change. Due to extenuating
dircumstances on this call, she was able to remember this In particular. The
Communication Assistant was coached on the importanca of always following customer
notes and instructions on every call.
10 09/15/110 Accuracy of captions 09/15/10 Customer reported an offensive and wrong word being captioned on a recent cali.
Customer provided the date and time of the call as welt as the Communications Assistant
number, with speclfic words that ware naot captioned correctly. Customer Service
Representative thanked customer for the and for the
Advised customer that this detail would be Investigated by the Captioning Center
Supervisor. Call detall wes sent to the Captioning Center Management to review with the
Individual Communications Assistant.
1 10/2—9710 Unabie to make captioned calls 10/2-9110 Customer's daughter reported the need to “wait for an operator” when attempting to make
a captioned call. Customer Service for this and
noted theve was a technical difficulty, at the Call Center, that caused calls not ta ring
through to walting An vendor the matter. Customer
Service Representative confirmed the customer Is now eble to make their captioned call
successfully. without defay.
12 11/021¢ Accuracy of captions 11/02/110 Customer's daughter reported that there are frequent etrors, in the captions, that appear
on her mother's CapTe! screen. Customer Service Representative explalned how caplions
are by and that CapTel user record data ime and
Communications Assistant number, so Customer Service Represantative can take specific
notes and follow up with the Communications Assistant and the Communications
Assistant's supervisor.
13 um ‘Communication Assistant did not "sign off” and, therefore, the inbound caller was not sure 11/0-3/10 In following up, the C Assistant did not the call. The sup
if the cuthound caller was stlll connected. This call took place today, 11/3/2010, at coached the Communication Assistant, on the proper way 10 dlose a call, so that the
8:45AM CT, G Assistant for the customer is kept informed, of the progress, of their calls.
and the customer did not request a foliow up.
14 121310 Customer callad and stated that Communication Assistant didn't respond to greeting or 12018110 In following up with the Communication Assistant and supervisor on duty at the time of
requests for customer service or a supervisor. Communication Assistant did type, after a this cafl, they were able to confirm that there was a technical issue that didn't allow them
long pause, that there was a technical issue, apologized, and tc please call back. to hear the Voice Carry-Over customer speaking. The Voice Carry-Over customer hung up|
Cuslomer didn't undersland why il took so fong for the Communication Assistant to and dlaled back, into relay, reeching the same supervisor who had just observed the call
respond. Apologized and offered follow up with the customer. The customer would like a with technical issues. The again, for the i and the
follow up letter. Communication Assistant was able to place calls for this customer at that lime. A follow
up letter has been mailed to the customer on 12/27/2010.
15 121810 12/18/10 Communication Assistant stated that they honored customer's request for a supervisor,

Said Communication Assistant hung up or transfewed without knowledge. Very upset
about baing or hung up on. for i i and told customer
would pass glong to C: . Thanked customer for
fesdback and offerad folow up. ﬂ\ews(omudossnotwm(afdlowup

but the supervisor was occupled at the moment. The asslstant supervisor instructed the
Communication Assistant to transfer to customer service, which the Communication
Asslstant did. Communication Asslstant was fofowing assistant supervisor’'s instruction,
however, the Communication Assistant was provided feedback what to do In this
circumstance Iif it was to occured again.




them fired. Complains of consistent garbling systerm-wide. Customer states the print-outs
prove it Is clear on his and. Customer does not understand why his call went to an Ohio
center and thinks he Is being trcked. Requests ell Communication Assistants to identify
what center they are located at the beginning of all calls. Requests follow-up and
‘immediate action’ be taken against Communication Assistant and his supervisor. Never
wants elther to handle his calls agaln. All male operators are (used inapproprate word)
a**h***s, Customer would like follow-up contact via phone.

16 12721110 Technical - General 12121110 Customer stated, yesterday, she was not able to make or recetve captioned calls.
Customer Service for this and nated there was a
technical difficulty, at the Call Center, causing calls to be placed in queue and axperience
uwnusually long walt mes during a five hour Interval. An external equipment vendor
comrected the matter. Custorner Service Representative confimed the customer ls now
able to make their captionad call successfully, without delay.
17 0172011 Customer Is upset and falt that the Communication Assistant did not follow instructions, o1/25/%1 In following up with the Communication Assistant, they verified the number, but it wasn't in
such as, verifying all numbers before out dial. Thanked the customer for the feedback and the specific arder that the caller gave, at the beginning of the call. He had a difficult Sme
apologized for the Inconvenlence. the caller’s as the caller gave them too quickly. Supervisor
Instructed Communication Assistant to always conflom any caller’s Instructions if he is
unsure of what was sald.

18 0270311 Service - Gonoral 0200311 ‘Customer reported that he cannot receive calls with captions, but they go through without
captlons. Customer Service Representative advised customer that on 2/2/2011, CapTel's
statfing was affecied by blizzard conditions. Customer Service Representative apologlzed

for the inconvenlence this caused and advised staying on the line for the next avallable
captionist. Center locations in Madison and Milwaukes were under both a "state of
‘emergency” and a “civil danger” waming, declared by Wisconsin Govemor Scott Walker,
Even though bus and taxl services were shut down in both citles, and many roads were
impassable, the Milwaukee and Madison centers both remalned open and fielded calls non
stop. Service levels were not met for the day due to delayed answer time. The state of
emergency ended on 2/2/2011. Staffing capadty was restored. Customer Service
Representative confirned with customer they are able to make and receive calls ina
timely manner,
18 0TI ‘Customer called in and asked Communication Assistant 10 repoat his Communication 0z In following up with the Communication Asslstant, supervisor coached on appropriate
Assistant number. The Communication Assistant repeated the relay announcement, The C: i Assistant |s now aware of appropriate
stating the relay name, his Communication Asslistant number and asked for what number procedure and wilk handle all calls in a more Pprofessional manner. A follow up was nol
1o call. Custorner says they did nat have a chance to speak the number to the requested by the customer.
Communication Assistant and the Communication Asslistant sent the same information
again and then typed “Due to no response, | will now be hanging up have a nice day”.
Apaloglzed for the Inconvenlence and thanked the customer for the feedbark.
20 021511 ‘Communication Assistant did not type "microphone muted" as caller had instructed. 021711 Supervisor on the ficor verified that Communication Assistant typed “mic muted” by
Supervisor did observe that “microphone muted” was on the screen, after the “calling to observing it on the Communication Assistant’s screen. Supevvisor did not see any X's. A
number” was verified. Communication Assistant did nat let the caller interrupt with X's follow up letter was eent to the customer on 2/24/2011.
when the Communication Asslstant was typing. Customer asked supervisor if her X's wers,
on the screen. The supervisor was not able to see any X's sent by the inbound transmitted
on the screen. Apologized for the Inconvenlence. A follow up was requested by the
m— customer. —
21 02r24/11 Communication Assistant sent ringing and then typed “Go Ahead”. The customer didn't 02124111 In following up with the Communication Assistant, the customers instructions were to only
know someone had answered. Then the Communication Assistant sent a message stating send the “Go Ahead” when a person the phone. The speed on this
that the person hung up; customer wasn't able to speak to outbound. Apologlzed for the call was slower, 50 once the line was answered and the “Go Ahead™ was sent it appeared
inconvenience and the customer would llke a follow up letter sent. to have only said "RINGING Go Ahead™. While the Communication Assistant was
following customer Instructions, a better typing style would have prevented any confusion,
The Cx Assistant was. to use ellipsis end exira spacing between
the macro transmission and the *Go Ahead”, as to avold any confusion In the future and to
help fadfitate the call mare smoothly. A foltow up letter was sent to the customer on
22412011,
22 0272411 Customer stated "This Communication Assistant was awful and unprofessional”. While the| 51'24/11 Supervisor for this Communication Assistant received complaint today for follow-up,
TTY customer was typing, the Communication Assistant told the volce person “These Supt mat with the C Asslstant. Sups stressed that the voice tone
things take forever™. The TTY customer typed 1 DON'T KNOW" and the Communication needs to ba consistent with the content of call. C n general, and rude
Assistant mocked the TTY user when volcing it. Really awful inflection and was, overall, e comments, cannat be made. Supervisor told Communications Asslstant that another
temible cell. rudeness complaint can lead to further comective action, up to, and Including termination,
23 02728/11 Voice Carry-Over user called into relay and asked the Communication Assistant to repeat 02/28/11 Supervisor followed up with the C Assistant, The C: ion Assistant
their ID number. There was a long pausa, no response and then the Voice Cary-Over was Instructed on how to provide Communication Assistant ID anytime you are asked by a|
user hung up. Apalogized for the Inconvenience and thanked for the feedback. The customer. The C Asslstant how to handle this request in the
customer did not request a follow up. future.

4 02128111 Customer was upset that the operator did not send “answeing machine hung up” and "go 022811 The Comimunication Assistant was coached on praper cal procedure. The Communication|

ahead" fast enough, after her message was left. Apologized for the Inconvenience and Assistant is now aware of how to better handle this type of call.
thanked for the feedback. The customer did not request a follow up.
25 03/06/11 Customer was upset and felt the Communication Assistant didnt follow instructions. Mm In following up with the Communication Assistant; the Communication Assistant recalls
When asking for a supervisor, the Communication Assistant hung up on the customer, calling for a supervisor, at the start of the phone call for assistance, but not by the request
When customer dialed back in, the same Communication Asslstant hung up on the of the customer. The Communication Assistant does not recall the customer requesting a
customer. In speaking with the supervisor, customer reallzes that the Communication supervisor or calling In a second time. The C Assistant does. that
Assistant did follow nstructions, but should not have hung up on her twice. Thanked the the custorner hung up before placing a phone call. Supervisor reviewed proper procedures
cafler for the Information and Informed them to discuss proper procedures with the and reviewed disconnection In any case as an immediata termination offense.
Communication Assistant. The customer did not request a follow up.
2 04705/11 Cirstomer stated that the Communication Assistant Gid not follow the customer's GH05IT The Communication Assistant stated that the caller, immediately, asked for the
Instruction, acconding to the customer note. Apologized for the inconvenience and offared supervisor. Customer did not provide a number to call. Communication Assistant followed
a suggestion to maka a siight modification to the Instruction. The customer declined proper pratocol and the nstruction in the customer note was somewhat clutiered and
instructions and the customer did not request a follow up. confusing to the Communication Assistant.
27 OV‘EH 1 Cuslomer upset that the Communication Assistant typed "VOICE or T, after switching 0412111 In following up on this complaint, the Communication Assistant stated "in the complaint”
The Ci Assistant did not respond to the inbound was not working at the ime of this call. Unfortunately, the supervisor is unable to follow up
quesnons or requests for a supervisor, which were both spoken and typed, and then the with the Communication Assistant, that did hang up on this customer.
ication Assistant dit the caller. ized for the i . and
thanked the customer for the feedback. The customer did not request e follow up.

28 04/16M Ogerator did not verify my number like my notes say. Communication Assistant didn't type| Taven Coached the Communication Assistant on the importance of following customer notes.
out the number and area cade. I'm sick and tired of these operalors ways. | don't want o Communicetion Assistant stated that they understood the Importance of following
use the relay service anymore! Communication Assistant In Charge checked screen and customer notes.
confirmed that Communication Assistant did not follow customer noles. Communication

Assistant and Communication Assistant in Charge apologlzed several times. The
customer did not request a follow up.
K [ZRETE Complaining about this C ‘Assistant and his supervisor for garbling. Wants 04BN While the Communication Assistant does ot recall Groumstances of fhis nature, the

[Communication Assistant was reminded to report any technicat difficulty that the customer|
may heve discussed. The assistant supervisor, at the time, does not recall this
clreumstance as wall. Garbling attributed to technical Issue because the customer
Indicates It was system-wide. Attempted to follow up via phone, on the foltowtng day
4/20/2011 at 8:25pm and there not an answer. Tried again at 6/20/2011 at 8:50pm and
there was no answer §/21/2011 at 7:10pm. Reached a TTY recording to use text or
dial/redial, bul no answering machine and no answer on €/21/2011 at 81:7pm. Unabla to
obtaln further Information in order to pul trouble ticket Into the system, for troubleshooting.




and the person she was calling to. Customer stated that the Communication Assistant
shouid have asked for the comect spelling. Thought that this Commundcation Assistant
for the and assured the customer that a
How up with the Communication Assistant will be condudled. The customer requested a
follow up via mail.

30 04/18/11 At 7:09pm CST, customer asked operator to repeat their Communication Assistant 04/18/11 In foflowing up with the Communication Assistant, the severity of disconnecting callers
number. The Communication Assistant did not respond, customer asked for a supervisor, was discussed and the Communication Assistant was coached on proper procedure it
wanted another operator, operator hung up on inbound. Customer tried typing her terms of following customers instructions and upon request, always giving the customer
requests to the operator but the operator tung up. Apologized for the Inconvenience. your Communication Assistant number.
Thanked the customer for the feedbeck and offered a follow up. The customer did not
request a follow up..
e —
3 7711 Customer asked Communication Assistant to type Turbo code off, 45 wpm, and phone 04727 Coached the Communication Assistant on the importance of following customers'
number with area code last. Communication Assistant did not do that and the customer inatructions and to promptiy respond to the customer. Communication Assistant
stated they will not use this servios again. The customer did not request a follow up. of foliawing

_32 04/30/11 Communication Assistant dialed put without verifying the number and also didn't verify W?OIH The supervisor met with the Ci Assistant and reviewsd proper procedure in

other requests. Apologized for the inconvenience, and had another Communication following &l customer instructions, as well as database notes. The Communlcation
Assistant take tha call, The customer did not request a follow up. Asslstant the Imp of all requests and will
adt In 8 professional manner in the future.
33 05/09/11 The Ci icati dict an Cr Assistant change and the inbound 05/09/11 Following up with the supervisor who took the complaint. The supervisor tried, several
Voica Camy-Over user asked the new operator if the outbound party had hung up. The times, to get darification on why the Ct Assistant would have hung up. The
asstomer says that the operator did not respond and hung up. Customer stated they wit Communication Assistant sald the caller asked 1o be transferred to Relay Customer
take this to someone higher up than relay supervisors and friends say they hate n!ay Servica sa they sent “Ona Moment Plaase™ and transfermed the caller to Cuslomer service.
sarvice. Apologized to the customer for the i and said the C: n following up with the Communication Assistant, she recalis the customer requesting
Assistant would be made aware. No follow up requested. customer servioe after the out-bound caller had hung up. The Communication Assistant
sent "ONE MOMENT PLEASE" and transferred to customer service. The supervisor on
duty is abla to vestfy this informatlon.
34 05/1211 A voice customer says she is unable to get through to a Voice Catry-Over number. 05/12/11 Technician looked inta this and did not find any problems. Calied the customer a few
Several operators have tried and could not get through. This did not happen before today. times and thera was no answer nof an answering machine.
Apologized for any Inconvanlence during the call. The customer requested a fallow up.
T ITT T T
0517118 At 12:14pm CST, customer placed a call and asked the Communication Assistant for 0517111 Supervisor met with the Communication Assistant and appropriate action was taken.
verification of her Communication Assistant number. The Communication Asslstant did
not respond and than disconnected the call when cafler asked to speak to a supesvisor.
for the the C Assistant will be followed up with
immedigtely. The customer did not request a follow up.

B (I Customer read conversation, with the operatar, {0 SUper To the G "Afler Feceiving notfication of Eus concem, the supenisor discussed the Incident with the
it was clear, 8s described 10 the supervisor, that the Communication Assistant was operator and provided the appropriate coaching to the Communication Asststant. The
arguing with the customer. The operator also stated, to the customer, thal she was supervisor is confident that the operator wili communicate in a professionat manner in the

reading cusiomer nates while the customer was taking. The first note listed says "don't future.
read cusiomer notes first, listan to customers Instructions first”. The customer asked the
operator lo type her ru:uests In a specific way and the operator did not follow those
and thanked tha customer for the feedback.
No foliow up was muﬁtsd by the cusiomer, and they switched to another
Communication Assistant to continue with the cals.
a7 557‘24/ " The customer states that this Communication Assistant misspelied the customer's name 05/24/11 Unabie to conduct a follow up meeting with the Communication Assistant. At this time

Commurication Assistant (D givan has not been assigned. A ietier was malied, to the
customer, explaining as such on Tuesday, 5/24/2011.
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After giving my closing greeting, | decided | wanted to place another cali but the
Communication Assistant did nat respond. | find this very rude and | hung up! The
Ci Asslstant ized for and then thanked them for the

Communication Assislant didn't remember this call, specifically. That Communication
Assistant was coached on staying focused during the call, unt# the inbound has
disconnecied, and always being sure to ask customers to repeat their message, if

teedback. Commundcation Asslstant doesn't understand dus to gartling, even at the end of the call.
2 w1 8/106 The Communication Assistant did not respond when asked to verify their Communication 06/21/%0 Communication Assistant said they were reading the customer's noles, however,
Assistant number. They “dragged their foet” and | just hung up because | shouldn’t need to Communication Assistant was coached on and
walt. The Communication Assistant apologlzed to customer and thenked them for their keeping them informed at all tmes,
feedback.
3 06/19/10 ‘Communication Assistant dragged their feet; took 'ﬁhows' 1o respond when asked to 06/21/10 The manager met with the Communication Assistant and they stated they were reading
verify Communication Assistant number. & cation Assistant ized to the the customer's notes. The supervisor coached the Communlication Assistant on
customer; will follow up with Communication Assistant to the and keeping them infonmed as to what they are
doing.

4 062110 This Communication Assistant typed, “One moment pleasa, ma'am, reading customer 06/22110 Communication Assistant was following relay procedure, by reading the notes, to ensure
notes”. Customer stated “this Communication Assistant is lazy, | said my requests; she akl customer requests were followed and kept customer Informed by letting customer krnow
shouldn't heve to read them”. for and thet all relay what Communication Asslstant was doing.

operators are instructed to read customer notes and keep the customer informed.
5§ 06/30/10 Communiﬁuon Assistant did not inform customer that outbound was on the ine and the 06/30/10 We do not have an Communication Assistant with the ID number listed in the complaint.
ly hung up. The Ci Assistant did not inform the custormer We tried to look up several variations of the ID number thinking numbers hed possibly
that ihe had . The C Assistant did nal pay attention been transposed but couldn match It to a particuler Communlcation Asslstant. We are
to the customer. Relay Ci ication Assistant for any and unable to do follow up due to lack of information on the Communication Assistant.
informed the customer thel the would ba tathe person.
[3 D8/07/10 Customer was upset that notes on the screen were not follawed, spacificalty the note that 08/09/10 Met with C: Assistant. Ce Assistant did read the notes and it
instructs communications assistant to leave voica message, I answering machine & was Just a matier of Instinct that they began typing the recording/answearing machine.
reached the first time. Apologized to customer and infomed that this would be forwarded Communications Assistant said they epologized (o the customer.
to proper call center. No follow up requested.
7 08122110 Customer complained that the Communication Assistant didn't type "ANSWERING 08/24/10 Informed customer that it is not our policy to first send *answering machine playing”,
MACHINE PLAYING" before typing out the recording. Garbling issues made it difficult to before typing out a recorded message, but if customer would liks Lo see that done,
read what was being sald between the Communication Assistant and the customer. customer is welcome to Instruct the Communication Assistant to de 80 befora placing her
Informed customer af correct policy for typing out "answering machine playing” and got a call.
new Communication Assistant per customer request,
8 08/22/10 Communication Assistant did not follow request, by not typing and informing the calier, 0-8124110 Communication Assistant was coached on the importance of following af customer
thet the turbo code ts off, the microphone was muted, the wpHm were set at 45 and, when instructions.
vertfying the rumber to the caller, the Communication Assistant did not separate the
numbers. Thanked the customer for the feedback and found another Communlcation
Assistant to continue the call as requested by the customer.
9 09/15/10 This Comemunication Assistant did not let me know there was a change of Communication 05/19/10 In following up with the C Asgsistant, the C Assistant said they
Assistants. Thanked the customer for the feadback. did inform the customer of the Communication Assistant change. Due to extenuating
circumstances on this call, she was able to remember this in particular. The
Communication Assistant was coached on the importanca of aiways following customer
notes and instructions on every call.
—
10 09/15/10 Accuracy of captions 09115110 Customer reported an offensive and wrong word being captioned on a recent call.
Customer provided the data and time of the catl as well as the Communications Asslstant
numbar, with specific words that ware not capnoned corvectly. Customer Service
Regpresentative thanked customer for the i for the
Advised customer that this detail would be Invesngnwd by the Captioning Center
Supervisor. Call detall was sent to the Captioning Center Management to review with the
Individual Communications Assistant.
(3] 10/29/10 Unable to make captioned calls 10/29110 Customer's daughter reported the need to “walt !or & operator” when at(ampllng to make
a captioned call. Customer Service Ri and
noted thare was a technical difficulty, at the Call Center, lhatcauseddlsnolwdng
mmugh to walting captionlst. An equipment vendor cormected the matter. Customer
Service Representative confirmed the customer Is now able to make their captioned call
successfully, without delay.
12 T102/10 Accuracy of captions 110210 Customer's daughter reported that there are frequent errors, in the captions, that appear
on her mother's Caan screen. Customner Service Representative explained how captions
2] by and that CapTel user record date time and
Communications Assistant number, so Customer Service Representative can take specific
notes and follow up with the Communications Asslstant and the Communications
Assisiant’s supervisor.
13 11/03/10 Communication Assistant did not “sign off* and, therefore, the inbound caller was not sure 1 1Hi/10 in following up, the Communication Assistant did not remember the call. The supervisor
If the outbound celier was still connected. This call took place today, 11/3/2010, al coached the Communication Asslstant, on the proper way to close a call, s0 that the
it 8:45AM CT. C ication Assistant jized for the it customer is kept informed, of the progress, of their calls.
and the customer did not request a follow up.
14 121310 Customer cafled and stated that Communication Assistant didn't respond to greeting or !2/15/1-0 In foltowing up with the Communication Assistant and supervisor on duty at the time of
requests for customer service of a supervisor. Communication Assistant did type, after a this call, thay were able to confim that there was a technical issue that didnt allow them
long pause, that there was a technical issue, epologized, and to please call bacx. to hear the Voice Camy-Over customer speaking. The Volce Carry-Over customer hung up
Customer didn't understand why it took 8o long for the Communication Assistant to and dialed back, into relay, reaching the same supanvisor who had just observed the call
respond. Apologized end offered foliow up with the customer. The customer would like a with lechnical issues. Tha sup: i again, for the and the
follow up letter. Communication Assistant was able to place calls for this cuslomer at that ime. A follow
up letter has been mailed to the customer on 12/27/2010.
15 12118110 Sald Communication Assistant hung up or transferred without knowtedge. Very upset 12/13/17) Communication Assistant stated that they honored customer’s request for a supervisor,

about being of hung up on. for and told customer
would pass along to C i Ipet . Thanked customer for
feedback and offered folow up. Tha customer does not want a follow up.

but the supervisor was occupied at the moment. The assistant supervisor instructed the
Communication Assistant to transfer to customer service, which the Communication
Asststant did. Communication Assistant was following assistant supervisor's Instruction,
however, the Communication Asslstant was provided feadback what to do in this
drcumstance if it was to occurred again.




16 1221110 Technical - General 1221110 Customer stated, yesterday, she was not able io make or recelve captioned calls.
Customer Servica for this and noted there was a
technical difficulty, at the Call Canter, causing calls to be pfaced In queuve and experlence
unusasally long walt times during a five hour interval. An external equipmer t vendor
cofrected the matter, Customer Sefvica Representative confimmed the customer is now
gble to make thelr captioned call successfully, without delay.
17 01/20/11 Customer is upset and feit that the Communication Assistant did not follow instructions, 01725111 In following up with the Communication Assistant, they verified the number, but it wasn in
such as, verifying all numbers before out dial. Thanked the customer for the feedback and the specific order that the caller gave, at the beginning of the call, He had a dificult ime
apologized for the Inconvenlence. the cafler’s i as the caller gave them too quickly. Supervisor
Instructed Communication Assistant to atways confimn any caller's Instructions i he is
unsure of what was sald.

18 02/03/11 Service - Generat 020311 Customer reported that he cannot receive calls with captions, but they go through without
captions. Customer Servica Representative advised customer that on 2/2/2011, CapTel's
staffing was affected by bllzzard conditions. Customer Service Reprasentative apologlred

for the inconvenience this caused and advised staying on the line for the next available
captionist. Center locatlons n Madison and Milwaukes wers under both a "state of
emergency” and a “civil danger” waming, declared by Wisconaln Govemnor Scott Walker.
Even though bus and taxi services were shut down In both citles, and many roads were
impassabls, the Milwaukee and Madison centers both remained open and fielded calls non
stop. Service levels were not met for the day due to delayed answer time, The state of
emergency ended on 2/2/2011. Staffing capacity was restored. Customer Servica
Representative confirmed with customer they are able to make and receive calls in 8
timely manner.
19 02/11/11 Customer called in and asked Communication Assistant to repeat his Communication 0277% In following up with the C: Assistant, sup: coached on
Assistant number. The Communication Assbstant repeated the relay announcement, The Ci Asslistant Is now aware of appropriate
stating the refay name, his Communication Assistant number and asked for what nurnber procedure and will handle all calls in a more professional manner. A follow up was not
to call. Customer says they did not have a chanca ta speak the number to the requested by the customer.
Communication Assistant and the Communication Asslstant sent the same Information
agaln and then typed "Dus to no response, | will now be hanging up have a nice day”.
Apologized for the inconvenjence and thanked the cuatomer for the feedback.
20 021511 Communication Assistant did not type *microphone muted” as caller had instructed. 027N Supervisor on the floor verified that Communication Assistant typed “mic muted” by
Supervisor did ohserve that “microphone muted” was on the screen, afier the "calling to observing it on the Communication Asslstant's screen. Supervisor did nof see any X's. A
number” was vertfied. Communication Asslstant did not let the cafler interrupt with X's follow up letter was sent to the customer on 2/24/2011.
when the Communication Assistent was typing. Customer asked supervisor if her X's were|
on the screen. The supervisar was not able to see any X's sent by the inbound transmitted
on the screen. for tha A follow up was by the
cus!omer
21 02/24/11 Communication Assistant sent nnglng and then typed “Go Ahead". The customer didn't 02/24/14 In foilowing up with the Communication Assistant, the customers instructions were to only
know had i Assistant sent a message stating send the “Go Ahead™ when a person the phone. The speed on this
that the person hung up; m.lsmme!msn'lauelospeaktonummnd Apologized for the call was slower, so once the line was answered and the "Go Ahead" was sent # appeared
Inconvenience and the customer woutd like a follow up letter sent. o have only said "RINGING Go Ahead”. Whila the Communication Assistant was
following customer Instructions, a better typing style would have prevented any confusion.
The C Asslistant was to use ellipsis and exira specing between
the macro transmission and the "Go Ahead”, as to avold any confuslon in the future and to|
help facifitate the call more smoothly. A follow up letier was sent to the customer on
2/24/2011,
2 02124011 Customer stated “This Communication Assistant was awful and 2 . While the| 02241 Supervisor for this Communication Assistant received complaint today for foliow-up.
TTY customer was typing, the Communication Assistant told the voice person "These Supervisar met with the Communication Assistant. Supervisor stressed that the vaice tone
things take forever”. The TTY customer typed 7 DON'T KNOW" and the Communication needs to be consistent with the content of call. C: In general, and rude
Assistant mocked the TTY user when voicing i. Realty awful inflection and was, overall, a comments, cannot be made. Supervisor told Communications Assistant that anather
terrible call. rudeness compiaint can lead to furlher corrective action, up to, and including termination,
23 02/28/11 Voice Camry-Over user calied into relay and asked the Communication Assistant (o repeat 02128111 Supervisor followed up with the Ct Assistant. The C i Assistant
thetr 1D number. There was a long pause, no response and then the Volca Cary-Over was Instructed on how to provide Communication Assistant ID anytime you are asked by a|
user hung up. Apalogizad for the Inconvenience and thenked for the feadback. The The C i Asslslant how to handle thls request in the
customer did not request a follow up. future.
— —
24 02128111 Custorner was upset that the aperator did not send “answering machine huhg up” and ‘go 02/28111 The Communication Asslstant was coached on proper cakf procedure. The Communication|
ahead" fast enaugh, after her message was left. Apologlzed for the Inconvenienca and Assistant Is now aware of how to better harte this type of call.
thanked for the feedback. The customer did not request a faliow up.
25 03/06/11 Custamer was upset and felt the Communication Assistant dign' follow Instructions. 03/09/11 In following up with the Ci ; the C Assistant recalls
When asking for a supervisor, tha Communication Assistant hung up on the customer. calling for a supervisor, at the start of the phone call for assistance, but not by the request
When customer dialed back in, the same Communication Assistant hung up on the of the customer. The Communication Assistant does not recall the cuslomer requesting &
customer. in speaking with the supervisor, custorner realizes that the Communication supervisor or calling In a sacond time. The Cx Assistant does that
Assistant did follow instructions, but shoutd not have hung up on her twice. Thanked the the customer hung up before placing a phone call. Supervisor reviewed proper procedures
caller for tha Information and Informed them to discuss proper procedures with the and reviewed disconnection in any case as an immediate tarmination offense.
Communication Asslstant. The customer did not request a follow up.
F3 ouﬁ 1 Customer stated that the Communication Assistant did not follow the customer’s Mm1 The Communication Assistant stated that the caller, immediately, asked for the
Instruction, according to the customer nota. Apologized for the Inconvenience and offersd supesvisor, Customer did not provide a number to call. Communication Assistant followed
a suggestion to make a slight modification to the instruction. The customer decined proper protocol and the Instruction in the customer note was somewhat cluttered and
Instructions and the customer did not request a follow up. confusing to the Communication Assistant.
27 04/12/11 Cus(omer upset lhat the Communication Assistant typed "VOICE or T*, after switching 04/12/11 In following up on this complaint, the Communication Assistant stated “in the complaint*
The C: Assistant did not respond ta tho inbound 'was nat working at the time of this call. Unfortunately, tha supecvisor Is unable to follow up|
quesnons or requests for a supervisor, which were both spoken and typed, and then the with the Communication Assistant, that did hang up on this customer.
Assistant di the caller. ized for the i and
thenked the custamer for the feedback. The customer did not request a follow up.
28 04/186/11 Operator did not verify my number like my notes say. Communication Assistant didn't type| 04/16/1% Coached the Communication Assistant on the importance of following customer notes.
out the number and area code. I'm sick and tired of these operators ways. | don't want to Communication Assistant stated that they understood the importance of following
use the relay service anymore! Communication Asslstant In Charge checked screen and customer notes.
corfimed that Communication Assistant did not follow customer notes. Communication
Assistant and Communication Asslstant In Charge apologized several times. The
customer did not request a follow up.
29 01811 | Complaing about this C ‘Assistant and his SUpeNvisor for garbling. Wanls 04118711 While the Communication ASSIStant Goss ol recall GircumsIances of IS nature, the

them fired. Complains of consistent gartding systam-wide. Customer states the print-outs
prove it is clear on his and. Customer does not understand why his call went to an Ohio
center and thinks he Is being tricked. Requests all Communication Assistants to identify
what center they are localed al the beginning of ali calls. Requests follow-up and
immediete action' be taken against Communicatio Assisiant and his supervisor. Never
wanls elther to handle his calls agaln. All male operators ere (used Inappropriate word)
a*h***s. Customer would ke follow-up contact via phone.

Communication Assistant was reminded to report any technical difficutty that the customer|
may have discussed. The assistant supervisor, at the time, does not recall this
circumstance as well. Garbling attributad to technical issue because the customer
indicates it was system-wide. Attempted to follow up via phane, on the following day
4/20/2011 &t 8:25pm and there not an answer. Tried agaln at 6/20/2011 at 8:50pm and
there was no answer 6721/2011 a1 7:10pm. Reached a TTY recording to use text or
dlaliredial, but no answering machine and no answer on 6/21/2011 at 81:7pm. Unable to
obtain further information in order to put trouble ticket into the system, for troubleshooting.




and the person she was caliing to. Customer stated that the Communication Assistant
should have asked for the comect spelling. Thought that this Communication Assistant
was for the i and assured the customer that a
follow up with the Communication Assistant will be conducted. The customer requested a
Totlow up via mall.

30 04/18/11 At 7:09pm CST, customer asked oparator 1o repeat their Communication Assistant 0418/11 In foliowing up with the Communication Assistant, the severity of disconnecting callers
numbaer. The Communication Assisiant did net respond, customer asked for a suparvisor, was discussed and the Communication Asslstant was coached on proper procedure In
wanted another operator, operator hung up on inbound. Customer tried typing her terms of following customers Instructions and upon request, always giving the customer
requests to the opevator but tha oparator hung up. Apaloagized for tha incomvenienca. your Communication Assistant number.
Thenked the customer for the feedback and affared a follow up. The customer did nat
request a follow up..
3 0427 Customer asked Communication Assistant (6 type TUrba coda Off, 45 wpm, and phane [ Coached the Communication Assistant on the IMPonance of fllowing GUISIOMErs’
number with area code last. Communication Assistant did not do that and the customer Instructions end to promptiy respond to the customer. Communication Assistant
siated they will not use this servica again. The customer did nat request a follow up. L of following i

3z MBDT' 1 Communication Assistant dialed out without verifying the number and alsa didn't verify 04/30/11 T met with the C Assistant and reviewed proper procedure in

other requests. Apologlzed for the Inconvenience, and had another Communication following all customer instructions, as well as database notes. The Communication
Asslstant take the call. The customer did not request a follow up. Assistant ur the Imp all requests and wifl
act In a professional manner in the future.

33 08/09/11 The C: icati did an C Assistant change and the inbound 05/09111 Follawing up with the supesvisor who took the complaint. The supenvsor tried, several

Volce Carry-Over user askad the new operator If the outbound party had hung up. The times, fo gat lion on why the Cs ion Assistant would have hung up. The
customer says that the operator did not respond and hung up, Customer stated they will Communication Assistant sald the cafler asked to be transfarred to Relay Customer
take this to someone higher up than relay supervisors and friends say they hate relay Service so they sent "One Moment Please” and transferred the caller to Customer service.
service. Apologized to the customer for the and sald the C in following up with the Communication Assistant, she recalls the customer requesting
Assistant would be made aware. No follow up requested. customer service after the out-bound caller had hung up. The Communication Asslstant
sent "ONE MOMENT PLEASE" and transferred to customer service. The supervisor on
duty Is able to vertfy this information.
34 @!2/11 A voice customer says she is unable to get through to a Voice Carry-Over number, 05/12111 Toechnician looked into this and did not find any problems. Called the customer a few
Several opevators have tried and could not get through. This did not happen before today. times and there was no answer nor an answering machine.
Apologized for any inconvanience during the call. The customer requested a follow up.
S 051711 AL 12:14pm CST, customer placed a call and asked the Communication Assistant for SR upervisor met with the Ct ‘Assistant and appropriale acton was taken.
vertfication of her Communication Assistant number. The Communication Assistant did
not respond and then disconnected the call when caller asked to speak to a supervisor.
for the - the C Assistant will be followed up with
Immediately. The customer did not request a foliow up.

36 (EH 7 Customer read conversation, with the operator, to sup: to the 05/17711 After recelving notification of this concem, the supervisor discussed the incident with the
It was clear, as described to the supervisor, that the Communication Assistant was operator and provided the appropriate coaching to the Communication Assistant. The
arguing with the customer. The operator also stated, to the customer, that she was supervisor is corfident that the operator will communicate In a professional manner In the

reading customer notes while the customer was talking. The first note listed says "don't future.
read customer notes first, listen to customers Instructions first”. The customer esked the
operator to type her requests in a specific way and the operator did not follow those
for the and thanked the customer for the feedhack.
No fallow up was requested by the customer, and they switched to another
Communication Assistant to continue with the calls.
37 05/24/11 The customer states that this Communication Assistant misspelled the customer's name qun Unable to conduct a follow up meeting with the Communication Assistant. At this time

Communication Assistant ID givan has not bean assigned. A letter was mailed, (0 the
customer, explaining as such on Tuesday, $/24/2011.
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06/1410

After giving my closing gvsehng. | decided | wanted to place another calt but the
‘Communication Assistant did not respond. | find this very rude and | hung up! The
Ci ion Assistant for and then thanked them for the

Communication Assistant didn't remember this call, specificall
Assistant was coached on staying focused during the call, unti the inbound has
disconnected, and always being sure to ask customers to repeat thelr message, if

feadback. Communication Assistant doesr't inderstand due to garbling, even at the end of the call.
2 06/18/10 The Communication Assistant did not respond when asked to verify their Communication 0621710 Communication Assistant sald they wera reading the customer’s notes; however,
Assistant number. They “dragged their feet™ and | just hung up because | shoukin't need 1o| Communlcation Assistant was coached on to and
wait. The Communication Assistant apologized to customer and thanked them for their keeping them Informed at all times.
feedback.
3 06/19/10 Communicatlon Assistant dragged their feet; took "50 hours” to respond when asked to 06/21/10 The manager met with the Communication Assistant and they stated they were reading
varify Communication Assisiant number. Ci ication Assistant to the the customer's notes. The supervisor coached tha Communication Assistant on
customer, will fallow up with Communication Assistant. i o the and keeping them Informed as to what they are
doing.

4 06/21110 This Communication Assistant typed, "One moment please, ma'am, reading customer 06/22/10 Communication Assistant was following relay procedure, by reading the notes, to ensure
notes”. Customer staled “this Communication Assistant Is lazy, | said my requests; she all customer requests were followed and kept customer informed by letting customes know
shouldn't have to read them"”. for i and that all relay what Communication Assistant was doing.

operators are instructed to read customer notes and keep the customer informed.
5 oT/aouo ‘Communication Assistant did not inform customer that cuthourd was on the line and the 06/3010 We do not have an Communication Assistant with the ID number #isted in the complaint.
ly hung up. The C jon Assistant did not inform the customer Woe tried to look up several vartations of the ID nwmber thinking numbers had possibly
that the hed di The C Assistant did not pay attention been transpased but couldn't match it to a particular Communication Assistant. We are
to the customer. Relay C: Assistant for Bny and unable to do follow up due to lack of Information on the Communication Assistant.
Informed the customer thet th would ba to the persan.
[3 08/07/10 Customer was upset that notes on the screen were not followed, specifically the note that 08/09/10 Met with Cy ions Assistant. Ci Assistant did read the notes and It
instructs communications assistant to leave volca message, ¥ answering machine Is was just a matter of instinct that they began typing the recording/answesing mechine.
reached the first time. Apologized to customar and Informed that this would be forwarded Communications Assistant said they apologizad to the customar.
to proper call center. No follow up requestad.
7 08/22/10 Customer complained that the Communication Assistant gidn't type "ANSWERING DB/24/10 inforned customer that it is not our palicy to first send "answering machine playing"”,
MACHINE PLAYING" before typing out the recording. Gartling issues made it difficult to before typing out a recorded message, but If customer would like to see that done,
read what was being said between the Communication Assistant and the customer. customer is welcome to Instruct the Communication Assistant to do so before placing her
Informed cuslomer of cofrect policy for typing out "answering machine playing” and got a call.
new Communication Assistant per custom er request.
8 0812210 Communication Assistant did not follow request, by not typing and informing the caller, 08724110 Communication Assistant was coached on the importance of following all customer
that the turbo code is off, the microphone was muted, the wpm were set at 45 and, when instructions.
verifying the number to the caller, the Communication Assistant did not separate the
numbers. Thanked the customer for the feedback and found another Communication
Assistant to continue the cafl as requested by the customer.
9 09/15/10 This Commgunication Assistant did not lat me kriow there was a change of Communication 09/19/10 in fotlowing up with the C Assistant, the C Assistant said they
Assistants. Thankad the customer for the feedback. did inform the customer of the Communication Assistant change. Due to axtanuating
dreumstances on this call, she was able to remember this in particular. The
Communication Assistant was coached on the Importance of elways following customer
noles and instructions on every call.
s
10 09/15/10 Accuracy of captions 09/15/10 Customer reported an offensive and wrong word being captioned on a recent cali.
Customer provided the date and time of the call as wall as the Communications Assistant
number, with specific words that were nol captioned corectly. Customer Service
Representative thanked customer for the ion and ized for the i
Advised customer that this detall would be investigated by the Captioning Center
Supervisor. Call detail was sent (o the Captioning Cenler Management 1o review with the
Individual Communications Assistant.
" 10128710 Unabie to make captionad cals 1012910 ‘Customer's daughter feporiad the need to “walt for an operator when attempting to make
a captioned call. Customer Service for this i and
noted there was a technical difficutty, at the Call Center, that caused calls not to ring
through to waiting captionist. An equtpment vendor corrected the matter. Customer
Service Rapresentative confinrmed the customer is now able to make their captioned call
successfully, without delay.
12 110210 Accuracy of captions 11/02/10 ‘Customer's daughter reported that thers are froquent rrars, in the captions, that appear
on her mother's CapTal screen. Customer Service Representative explained how captions
, by and that CapTel user record date time and
Commmi-uons Assistant rumber. ro Customer Servica Representative can take specific|
notes and follow up wilh the Communications Asslstant and the Communlcations
Assistant's supervisor.
13 11/03/10 Communication Assistant did not *sign off* and, therefore, the inbound caller was not sure 1!/0370 In following up, the Communication Assistant did not remember the call. The supervisor
¥ the outbound callar was siill connected. This call took place today, 11/3/2010, at coached the Communication Assistant, on the proper way to close a call, so that the
B8:45AM CT. Ci i Assistant ized for the customer Is kapt informed, of the progress, of thelr calls.
and the customer did not request a follow up.
14 12/1310 Customer cailed and stated that Communication Assistant didn't respond to greeting or 12/18/110 In foliowing up with the Communication Assistant and supervisor on duty at the time of
requests for customer service or a supervisor. Communication Assistant did type, after a this calt, they were able to confirm that there was a technical Issue that didn't allow them
long pause, that thare was a technical issue, apologized, and to please call back. to bear the Voice Carry-Over customer speaking. The Voice Camry-Over customer hing up
Customer didn't understand why It took so long for the Communication Assistant to and dialed back, Into relay, reachlng the same supervisor who had just observed the call
respond. Apologized and offered follow up with the customer. The customer would iXa a with technical issues. The sup: i again, for the i i and the
follow up letter. Communication Assistant was able to place calls for this customer at that time. A follow
up letter has been mailed to the customer on 12/27/2010.
15 1218110 Said Communication Assistant hung up or transfened without knowtedge. Very upset 12/18/10 Communication Assistant staied that they honored customer's request for a supervisor,

about being of hung up on. and told customer
would pass along to Ci . Thenked customer for
feedback and offered follow up. The customer doen not want a follow wp.

but the supervisor was occupied at tha moment. The assistant supervisor instructed the
Communication Assistant to transfers to customer service, which the Communication
Asslstant did. Communication Asslstant was folowing asslstant supervisor's instruction,
however, the Communication Assistant was praovided feadback what to do in this
circumstance if it was to ocourred again.




them fired. Complains of consistent garbling system-wide. Customer states the print-outs
prove It is clear on his end. Customer does not understand why his call went to an Ohio
center and thinks ha Is being tricked. Requests ell Communication Assistants to identify
what center they are located at the beginaing of all calls. Requests follow-up and
immediate action' be taken against Communication Assistant end his supervisor, Never
wants slther to handle his calis again. All mele operators ate (used Inappropriate word)
a™h***s. Customer would like follow-up contact via phone.

16 12121110 Technical - General 12i21/10 Customer stated, yesterday, she was not able to make or receive captioned calls.
Customer Service for this and noted there was a
technical difficulty, at the Ca Center, causing calls to be placed in queue and experience
unusually long walt imes during e five hour Interval, An external equipment vendor
corrected the matter. Customer Service Representative confirmed the customer Is novs
able lo make their captioned call successfully, without delay.
17 01720011 Customer is upset and felt that the Communication Assistant did not follow instructions, 01/25111 In following up with the Communication Assistant, they verified the number, but it wasn' in
such as, verifylng all numbers before out dial. Thanked the customer for the feedback and the specific order that the caller gave, at the beginning of the call. He had a difficult ime
apologized for the incorvenience. the caller's as the celler gave them too quickly. Supervisor
Instructed Communication Assistant to always confirm any caller's instructions f he is
unsure of what was sald.

18 02/03/11 Service - General 02/03/11 Customer reported that he cannot receive calls with captions, but they go through without
captions, Customer Service Representative advised customer that on 2/2/2011, CapTel's
staffing was affected by bliizzard conditions. Customer Service Representative apologized

for the inconvenience this caused and advised staying on the line for the next available
captionist. Center tocations in Madison and Mitwaukee were under both a “state of
emergency” and a “civil danger” waming, declared by Wisconsin Govemor Scott Walker.
Even though bus and taxi services were shut down In both citles, and many roads were
impassable, the Milwaukee and Madison centers both remalned open and fielded calls non|
stop. Service levels were not met for the day due o deleyed answer time. The state of
emergency ended on 2/2/2011. Staffing capacity was restored. Customer Service
Representative confirmed with customer they are able to make and recelve calls in a
timely mannar.
19 02/11/11 Customer called in and asked Communication Assistant to repeat his Communication 02171 in following up with the Ci Assistant, sup coached on
Assistant number. The Communication Asslstant repeated the refay announcement, The Cq lion Assistant Is now aware of appropriate
stating the relay name, his Communication Assistant number and asked for what number procedure and will handle all calls in a more professional manner. A follow up was not
1o call. Customer eays they did not have a chance to speak the number o the requested by the customer,
Communication Assistant and the Communication Assistant sen! the same Information
agaln and Iha\typod “Due to no response, | will now be hanging up have a ntoe day”.
and thanked the customer for the feedback.
v ——
20 02115111 Communication Assistant did not type "microphone muted"® as caller had instructed. 021711 Supervisor on the floor verified that Communication Assistant typed “mic muted” by
Supervisor did observe that “microphone muted” was on the screen, after the “calling to observing It on the Communication Assistant's screen. Supervisor did not see any X's. A
number” was verified. Communication Assistant did not let the caller Interrupt with X's follow up letter was sent 1o the customer on 2/24/2011.
when the Communication Assistant was typing. Customer asked supervisor If her X's were
on the screen. The supervisor was not able to sea any X's sent by the inbound transmitted
on the screen. Apologized for the Inconvenlence. A follow up was requested by the
— customer.
21 02/24111 ‘Communication Assistant sent ringing and then typed "Go Ahead". The customer didn't 02/24/11 in following up with the Communication Assistant, the customers instructions were to only
Then the C: Asslstant sent a message stating send the "Go Ahead” when a person the phone. The speed on this
that the person hung up; customer wasn't able to speak to outbound. Apologized for the calt was slower, 5o once the line was answered and the "Go Ahead™ was seni It appeared
inconvenience and the customer would like a follow up letter sent. 1o have only said "RINGING Go Ahead™. While the Communication Assistant was
following customer Instructions, a better typing style would have prevented any confusion,
The C Assistant was to use dllipsis and axtra spacing between
the macro transmission and the “Go Ahead™, as to avoid any confusion in the future and to|
help fadililate the call more smaothly. A follow up lefter was sent to me customer on
2/2412011.
22 02/24111 Customer stated "This Communication Assistant was awful and unprofessional”. Whita the 02724111 Supervisor for this Communication Assistant received complaint today for foliow-up.
TTY customer was lyping, the Communication Asslstant told the volce person “These Supervisor met with the C Assistant. Supervisor stressed that the volce tone
things take forever™. The TTY customer typed *| DON'T KNOW* and the Communication needs to be conslstent with the content of cali, Comments In general, and especially rude
Assistant mocked the TTY user when voicing R. Realty awful inflectlon and was, overall, a comments, cannot be made. Supervisor told Communications Assistant thet another
terrible call. rudeness complaint can lead to further comrective action, up to, and including termination.

23 02/28/11 Voice Carry-Over user called into relay and asked the Communication Assistant to repeat 02/28/11 Supervisor followed up with the C: Assistant. The C Assistant

their ID number, There was a lnng pause, no response and then the Volca Camy-Over 'was instructed on how to provide Communlcallon Assistant ID anytime you are asked by a
user hung up. and thenked for the feedback. The The Ct Assistant how to handie this request In the
wslomar did not request a follow up. future.

24 ITZB/H Customer was upset that the operator did not send “answering machine hung up® and "go 02/28/11 The Communication Assistant was coached on proper call The Ci

ahead” fast enough, efter her message was left. Apologized for the inconvenience and Assistant Is now aware of how to better handie this type of call.
thanked for the feedback. The customer did not request a follow up.
25 03/06/11 Customer was upset and felt the Communication Assistant didn't follow instructions. 03/09/11 In following up with the C i ; the C Assistant recalls
When asking for a supervisor, the Communication Assistant hung up on the customer, calling for a supervisor, at the start of the phone call for assistance, but not by the request
When customer dialed beck In, the same Communication Asslstant hung up on the of the customer. The Communication Assistant does not recall the customer requesting a
customer. In speaking with the supervisor, customer realizes that the Communication supervisor or calling in a second ime. The Ci Assistant does that
Assistant did follow instructions, but should not have hung up on her twice. Thanked ihe the customer hung up before placing a phone call. Supervisor reviewed proper
caller for the Information and Informed them to discuss proper procedures with the and reviewed disconnection In any case as an immediate termination offence.
Communication Assistant. The customer did not request a foltow up.
26 20 Customer stated that the Communicalion Assistant did not follow the CUSImer's A5 T The Communication Assistant stated thal the Caller, Immediately, asked for the
Instruction, according to the customer note. Apologized for the inconvenience and offered supervisor. Customer did not provide a number to call. Communication Assistant followed
a suggestion to make a slight modification 1o the Instruction. The customer declined proper protocol and the Instruction In the customer note was somewhat chuttered and
Instructions and the customer did not request a follow up. confusing to the Communication Assistant.
27 M‘Tﬁ 1 Cusmar upset that the Communication Assistant typed "VOICE or T", after switching 04112111 In following up on this complaint, the Communication Assistant stated "in the complaint™
The Cs Asslstant did not respond to the inbound was not working at the time of this call. Unfortunately, the supervisor is unabie to follow up|
quasﬂons or requests for a supervisor, which were both spoken and typed, and then the with the Communication Assistanl, that did hang up on this customer.
I Assistani the caller. for the
thanked the customer for the feedback. The customer did not request a follow up.
28 04/1611 Operator did not verify my number like my notes say. Communication Assistant didn't type| 04N6M1 Coached the Communication Assistant on the importance of following customer notes.
out he number and area code. I'm sick and tired of these operators ways. | don't want to Communication Assistant stated that they understood the importanca of following
use the relay service anymore! Communication Assistant In Charge checked screen and customer notes.
confirmed that Communication Assistant did not follow customer notes. Communication
Assistant and Communication Assistant In Charge apologized several times. The
customer did not request a follow up.
B Canent T ‘about this C “Assistant and his sUpervisor for garbimg. Wants ZET) While the Communicalion AsSistant does fot recall GRUMSIZNCes of this nature, the

Communication Assistant was reminded to report any technical difficulty that the
may have discussed. The assislant supervisor, at the time, does not recall this
drcumstance as well. Garbling attributed to technical issue because the customer
Indicates it was system-wide, Attempted to follow up via phone, on the following day
4/20/2011 at 8:25pm end there not an answer. Tried agaln at 6/20/2011 at 8:50pm and
there was no answer 6/21/2011 at 7:10pm. Reached a TTY recording o use text or
diel/redial, but no answering machine and no answer on 6/21/2011 at 81:7pm. Unable to
obtaln further Information In order to put trouble ticket Into the system, for




-

and the person she was calling to. Customer staled that the Communication Assistant
should have asked for the comect spelling. Thought that this Communication Assistant
was for the and assured the customer that a
follow up with the Communication Assistant will be conducied. The customer requested a
follow up via mail.

30 04/18/11 At 7:09pm CST, customer asked operator 1o repeat their Communication Assistant 04/18/11 In following up with tha Communication Assistant, the severity of disconnecting callers
rumber. The Communlcation Assistant did not respond, customer asked for a supervisor, was discussed and the Communication Assistant was coached on proper procedure in
wanted another operator, operator hung up on inbound. Customer tried typing her terms of followdng customerns instructions and upon request, always giving the customer
requests to the operator but tha operator hung up. Apologizad for the inconvenlence. your Communication Asslstant number.
Thanked the customer for the feedback and offered a follow up. The customer did not
request a follow up..
3 04/2_7/11 Customer asked Communication Assistant to type Turba code off, 4-5;pm. and phone 04/2_7111 Coached the Communication Assistant on the importance of following customers®
number with area code last. Communication Assistant did not do that and the customer Instructions and to promptly respond to the customer. Communlcation Assistant
stated they will not use this service again. The customer did not request a follow up. of following

32 04/30/11 Communication Assistant dialed out without verifying the number and also didn't verify Car3011 ipervisor met with the C Assistant and reviewed proper procedure in
other requests. Apologlzed for the Inconvenience, and had enother Communication fallowing all customer instructions, as well as database notes. The Communication

Assistant take the cefl. The customer did not request a follow up. Assistant the of all requests and will
act in a professlonal manner In the future.

3 05/09/11 The C did an G Assistant change and the inbound 050811 Following up with the super who took the The supH tried, several

Voice Carry-Over user asked the new operator f the outbound party had hung up. The times, to get on why the Cq Assistant woulkd have hung up. The
customer says that the operator did not respond and hung up. Customer stated they wi ‘Communication Assistant said the caller asked to be transferred to Ratay Customer
take this to someane higher up than relay supervisors and friends say they hate relay Service 50 they sent “One Momant Please” and transfarred the caller to Customer service,
service. to the for the i and said the C il in following up with the Communication Assistant, she recalls the customer requesting
Assistant would be made aware. No follow up requested. customer service after the out-bound caller had hung up. The Communication Assistant
sent "ONE MOMENT PLEASE" and transferred to customer service. The supervisor on
duty is able to verify thls information.
34 0?11 FA1] A voice customer says she is unable to get through to a Voice Carry-Over number. 057!2/11 Technician iooked into this and did not find any problems. Called the customer a few
Several operators have tried and coutd not get through. This did nol happen before today. times and there was no answer nor an answering machine.
Apologized for any inconvenience during the cell. The customer requested a follow up.
35 0TI AL 12:14pm CST, customer placed a call and asked the Gommunication Assistant for 05M7IT1 upervisor mel with the G y "Assistant and appropriate action was taken,

verffication of her Communication Assistant number. The Communication Assistant did
not respond and then disconnected the call when caller ‘asked to speak 1o a supervisor.

for the the C Assistart wilt be foltowed up with

immediately. The customer did not request a follow up.
T T, TS —

36 05/17/1 Customer read conversation, with the operator, to supervisor responding to the complaint. 051711 After receiving notification of this concemn, the supervisor discussed the incident with the
It was clear, a8 desaiibed to the supervisor, that the Cormmunicatlon Assistant was operator and provided the appropriale coaching io the Communication Assistant. The
argulng with the customer. The operator also stated, to the cuatomer, that she was supervisor is confident that the operator will communicate in a professional manner in the

reading customer notes while the customer was taking. The first note listed says "don't future.
read customer notes first, Bsten to customaers instructions first™. Tha customer asked the
operator 1o type her requests In a specific way and the operator did not folow those
for the and thanked the customer for the feedback.
No follow up was requested by the cuatomer, and thay switched to another
Communicalion Assistant io continue with the calts,
37 0512411 The customer stales that this Communication Assistant misspelled the customer's name 05724111 Unable to conduct a follow up meeting with the Communication Assistant. At this time

Communication Assistant ID given has not been assigned. A letter was mailed, to the
customer, explaining as such on Tuesday, 5/24/2011.
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1. Total Number of TRS/CapTel complaints: 37





